
T o n i  Arton 
Associate Dirccror DOCKET FILE COPY ORiGINAt 
Fcdcral Rcgulatory 

f-' 

L/ June 30,2003 

Ms. Marlene H .  Dortch 
Orlice of the Secretary 
Federal Communications Commission 
445 12th Street, SW 
Room TW-A325 
Washington, DC 20554 

SBC Tclccommunicarions, Inc 
1401 I Street, N W 
Suite 400 
Washington D C 20005 
Phone 202 326-8843 
Fax 202 408-4807 

RECEIVED 

JUN 3 0 2003 

k W E L  MMMUNICI\lIUNS LLMMISSOW 
JFFICE OF THE SECRETARY 

Rc: CC Docket No. 98-67, In the Matter of Telecommunications Services and 
Speech-to-Speech Services for Individuals with Hearing and Speech 
Disabilities; SBC TRS Complaint Logs for Reporting Period June 1 ,  2002 
Through May 31,2003 

Dear Ms. Dortch: 

Pursuant to 47 C.F.R. $64.604(c)( I ) ,  SBC forwards the following Complaint Logs: 

1 .  an original and Four copies of SBC's Arkansas Relay Service TRS Complaint 
Lo3; 

2. an original and four copies of SBC's Kansas Relay Service TRS Cornplaint Log; 
and 

3. a n  original and four copies o f  SBC's Michigan Relay Service TRS Complaint 
Log. 

As instructed by the Public Notice dated May 19, 2003, we have also enclosed one disk 
for each Relay Service which contains a copy o f  the above referenced complaint log. 

If you havc any questions, please call tnc at 202-326-8843. 

Associalc Director 
. .  . 

Ettcls 
cc: Erica Myers (by e-mail) 

Qualex International 



RECEIVED 

Complaint Resolution 

5 9/6/02 The TTY~customersEted the repmade~a comment~he!she ~ ~ ~ 9/6/02 
constltuted as :stepping out of role" 

 the Supervisor apologized to the customer and refer red^ the c&np!aini 
to the manager for reyiewwith the  rep,^ The rep stated she did adhere 

between her and the customer. It-was~determined that the rep did 
follow procedure appropriately. The manager was unab legcongct  
the customer, because he refused to leave his name and number. 

The Sbpervisor ~~~~~~ apoloq!zed tothe customer and~Feferred the compiaint 
~~~ to ihe Manager. TheM~nag~~rev lewedthecompla int  with therep ~ 

and reviewed cour t e syexpe~~i~ns~~ lh~her~  ~ ~~~~ 

~~ ~ 

~~ ~ ~~ ~~ ~~~~ to the ~ customer's requestand !e~there~was~a~m!scommun!~tion ~~ 

~~~~~ ~~ ~~~ ~ 

~ ~~ ~~~~~~~~ ~~ ~ ~ ~~~ 

~ ~~ ~ ~~ 

~ ~~~~ ~~ ~~ ~~~ 

i/l io.i ~~~ ~ ~- 

~ ~ ~ ~~ ~~ 

~~~ ~~~ ~~~~ ~~ ~ 

The Voice customer said the rep's tone of voice was very 

rude ~~ ~~~ 

~~~ 
~~~ ~ 

~~ ~ ~ ~~ ~ ~~ ~~~~~ - 
~~ ~ 

7 -  11/5/02  the Voice customer stated she was unhappy with the rep's ~ ~ 11/5/02 The Supervisor apologized to the customer and referred the~ impla in t  
to the Manager. The Manager reviewed the complynt with the rep 
and the correct procedure for explaining the service Thecustomer 

~~ ~ ~ ~~ explanatton ~~~ of how to use the Relay. ~ ~ ~~ ~~ ~~~~~ 

~ ~~ ~ ~~~~ ~ 
~~~ ~ ~ 

~~~ ~~~ 

~~ was satisfied. 
~ 
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TRS COMPLAINT LOG 

Prepared by SBC Michigan Relay Center 
Reponing Period 

J U " ~  1.2002. m y  31 zoo3 

Nature - ~ of ~~~~ Complaint ~~~~ 

~~ ~~~ 

Uo. ~ Dateof  
complaint 

~ ~ ~~~~ 

Resolution 
~ ~~~~~~ 

Date of 
Resolution 

~ ~~~ ~~~~~~~ , ~ ~~~~ 

2/7/03 The TTY customer thought the rep was very rude and 

the number to dial: He asked for the manager to call back 

~ 2/7/03 ~~~~~ ~ ,The ~ Supervisor apologized to the customer andrerefered t h e  complaint 
;to the Manager. The Manager contacted the customer a n d  assured 

9 ~ ~~~~ ~ ~ ~ 

~~ ~~~ unprofessional. He felt the rep rushed him in providing ~~~~ ~ ~- ~~ 
~~~ 

him the rep wodd be covered on the complaint. The rep was 
~ ~ ~~ ~~~~ ~~~~ 

~ ~~ 

covered and the proper procedure was reviewed. The Customer was 
very satisfled~at the end of the "ntact. ~~~~~~ 

~~ ~~~~~~ 
~~~~~ 

~ 
~~ 

I C  215 03 Tne TTY c.stomer stated ne prov oea tne rep wth tne 
ndnoer to oia ano the ong aslance company name He 

2 5 03 The Sdperv sor apolog zeo to tne customer and referred the comp a nt 
IO tne Manager The Manager review0 the comp aint with tne rep 

- ~~ -~ 
~-~ stated the rep did not respond to ~~~~ him and~he had to call 

~~~~~~~ back. Cusfomer ~ stated he did not want to be called back 
ana sne exp a ned that she experience0 compLler pro0 e m s  on tne 
ca Sne was ,nab e to cornrn-n cate w i n  the cmomer 

~ ~~~~~ ~ ~~ ~~ ~ 

2/13/03 -The Supervisor apologized to the customer and stated-she would 
~~~~ 

~ ~ ~~~~ ~~~ 

11 ~~~ 2/13/03 The)Joice customer said the rep was rude. She is a~ 
reFpLonist at a business and asked the rep to hold for~a-- writethe ~~ complaint up andpo&foLallreps to see ~ 

moment wiile she placed another callon hold The 
customer said the rep kept saying "she was not~part of~the 
call". The~customer was unable-to provide the rep's number 

~~ 
~~~~~ ~ 

~ 
~ ~ ~ ~ ~ ~ ~ ~~~~ ____~ ~~ ~ - ~ - ~  ~~ ~~ 

~~~ ~- ~ ~~ ~ ~~ ~~ ~ ~ ~~~ 

~~ ~~~~ 
~~~~~~~~~~ ~ 

~ 

~ ~~~~~~~~ ~ ~ 

12 2/19/03 ~ ~~ The ~ TTY customer - stated~that ~ when she attempts to use 3/4/03 The Manager ~~ ~~~ ~~~~~ apologized for her inconvience and commhted to 
resolvingJh:issue. It was determined that M-Power did not  ha;;^ 
a Carrier Identificalion~JXde-ass!gned for Michigan customers t 6 k e  
them as a long d i s e p r o v t d e r ~  Coincidentally. M-?ov@r was 
merging with ~~~ LDMl at this same time. The customer beganusing 

M-Power ~ - - long ~~~~~~ distance ~ Service from her office through the 
MRC. she is unable to place a call successfully. She is 
very frustrated. becau~se that is the company her~business 
would like her~~o~erocess~~ l l~ th rough 

~~ ~ ~~~ 

~~~ ~~ ~ ~~~ ~ ~~~~~~ ~~~ ~ LDMl and was able to successfully complete calls ~~ 

~~~~ ~ ~ ~~~~~~~~~ ~ ~~ 

13 2/20/03~ :The TlYcu~sEmerstated the rep did not Identity whether 2/20/03  the Supervisor ~~~ ~~~~~~ ~~ apologized ~~ to the customer and referredthe complajnt 
thevoice customer was a male or female: The customer-~ ~~ ~~~~~~~~~~~ to the Manager. The Manager ~~~ covered ~~~~ the rep on the complarsand 
wanted the manager to remind this rep to identity the 

~~~ ~~~~~~ 

reviewed the appropr~iate_p_roEd!re:~ ~~ ~~ - ~- ~ ~~~~~ ~ ~ ~~ ~~~ ~~~ ~ ~ ~~~ ~ 

~ ~~ - ~ ~ ~~~~~~~ ~ voice of the called-party. ~- ~ ~ ~ ~ ~ ~ ~ 

~~ 
~~ ~~ ~~ ~ ~~~~ ~ ~ ~~~~ ~ 

~~ 14 2/22/03~ ~Fe  VCO customer was very upset that the rep kept asking 2/22/03 The Supervisor apologlzed~to ~ the customer and referred-the cornplays ~ ~~~ 

to the Manager The Manager covered the rep on the "mplaint. 
~~ ~~ 'The ~ rep slated the called party was speaking muchJoog~ickly a i d  

she had to ask the customer to slowdown to capture all of  the-^ 
information A computeL~(technig1) failure caused the cii i to 
disconnect The rep stated~she askedthe customer if he/she would 
like to redial and the customer said, "no". 

, the-galled-party to speak slower. Then the rep told her the 
~~~~~ ~ _ _ _ _ ~ ~  ~~ 

~ 

call had been ~~ ~ ~ ~~~ disconnected ~~~~ ~ ~ ~ ~ and sa~id "thanks, bye". The 
~~~ customer was dissatisfied by the entire contact 

, ~ ~ 

~ ~~~~~~ 
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E. Dateof ~~ 

Complaint 
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~~~ ~~ 

~~~~~ ~~~~ ~~ ~ ~~~p~~~ Date o!L ~~ ~~ -~ ~~ ~ Resolution ~ .~ Nature of Complaint 
Resoluiion 
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TRS COMPLAINT LOG 
Preoared bu SBC Arkansas Relav Service 

Repotting Period 
June 1, 2002 -May 31 2003 

was given 
~~~~~ ~~~~~ ~~~~~~ ~~ ~~~~~~ ~ ~ ~ 

The supervisor apologized to the customer and 
~~ 

stated ~~~~~ we could not ~~~~~~~ handle ~ this complaint ~ since ~ ~~ 

the CA number given was not one ~ ~ ~~~~~~ of our CAS. ~~~ 

~ 

~~ ~ daughter's~money ~~ for long distance. ~~ ~~ CA The ~ supervisorsuggested ~ -~ if they like the ARS. ~ 

the daughter could ~ call ~~~~ ARS ~ and then ~ call ~~ ~~ 

had many wrongspelledwords.  the^ ~ ~~ ~ ~~ ~~~~~ Rogers.~The customer said thank you and 

~ ~~ 
~~~ ~~~~ 

~- 7/7/02 
~~~ 

2 7/7/02  the customer said she had~receiveda call ~~ 

from her daughter long distance and that 
~~ 

~ ~~ ~~~  the ~ CA had typed bad, and wastedher 
~ ~~ ~~~~~~ 

~~~ ~~ 

had ~~~~ typedtoo ~~ fast then paused too long-and ~ ~~~ 

customer~szd daughter dreads the relay ~~~ ~~ hung ~~~~~ up. ~ ~~ 

~ ~ ~~~~ and ~ they hardlycall me and~l 'm ~~ so lonesome ~ 

primitive and sad. The customer said her 
daughter had called from~Baton ~~~~ Rouge, ~~ ~~~ ~ ~ ~ ~~~ ~~~~~ 

~~ 
~~ 

and ~~~~ through-hell Therelays are very 

~~ 

~~ 

~~ ~ 
~~~~ ~~ ~~~~~~~~~~ LA to~RZgers, ~~~~ AT- ~ ~~ ~~ 

~~~~~~~ ~~ 

3 8/6/02 The customer called in on the Arkansas ~~ ~~ 8/6/02 ~~ The supervisor apologized ~~ ~~~ for her trouble ~~ and ~~ ~ 

~ assured ~~~~~~~~ ~ hers complaint would ~~~~ be typed ~~ up and 
passed along t o ~ a  manager. The customer 

Customer Line ~ ~~~~~ and~said ~~~ ~ the CA made ~~~~~~~ a ~ -  
call for her to her audiologistand it was 

, ~ ~~ 

~~~ ~ 

very important: She needed to geta-fax ~~ ~~~~~ seemed ~ ~~ satisfied. ~~ ~ ~~~ ~ ~ ~ ~ 

 numbera and it took h e r 3  timesto get ~ it. ~~ ~ ~~ 
~ ~~~~~ ~~ 
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TRS COMPLAINT LOG 
Prepared by SBC Arkansas Relay Service 

Reporting Period 
June 1. 2002 -May 31 2003 

No. Dateof 
~~~ ~~~ 

Complaint 
~~ ~ 

Resolution 
~~ ~ ~~~~ ~~ 

Nature of Complaint Date of 
~ ~~~ ~~~ ~ , ~ ~~~~~~ 

Resolution 

review VCO procedures with the ~~~~~~ CA. 

~~~~~~~~~~ 8/8/02 The ~~ supervisor apologized for any problems ~~ t ha t  ~~ 

she was having and told her that a ~~~~~ complaint ~ ~ ~ ~~ 

would be forwarded to a ~ manager. ~ ~~ 

Manager ~~ spoke to the .~ CA. said she could not 
recall any problems ~~ ~~ with ~~ ~ this customer. She ~~ w a s  ~~ 

customer control of call with the CA. 

The supervisor ~~~~~~ told the customer she would 
pass the information on to ~ a ~~~~~~~~~~~  manager.^ and ~ have ~~~ 

someone call him back 

'M~anager called customer, and advised him that 
~ he probably ~ should call ~ ~ ~ ~~~~~ his local ~ business office 

to resolve ~~~~ the blocking issue. She ~ told ~~.~ him 
to call us back if there ~~~ was anything else we could ~~~ 

do for him. 

~ ~ ~~~~~~~ ~ ~~~~~ ~~~ 

~~~~ ~ ~~~~~~ ~ _ _ ~ ~  ~ ~~~~~~~~~ 

8/8/02 ,The customer called ~ ~~~ in ~~ ~ on the Arkansas ~ _ _ _ _ _ ~  

Service Line and stated that on the last few ~~~~ 

~~ ~~~~~~ 

4~ 
~ 

~~ ~~~ ~ ~~~~ 
~~~ ~-~ 

~~~~~~ ~~ calls she has made ~~~~~ over the last few ~~~~~~ days, ~~ ~~~~~ 

~ ~ 

~~~~ several CAS are ~ _ _ ~  not letting the ~~ customer ~ ~~~ ~ ~~~~~~~ ~ 

if they get ~ ~~~~~ an answering machine ~~-~~ she does ~~~ ~ ~~ 

5~ 8/11/02 The customer complained that the CA said ~~ ~~~ 

there was ~~ ~ a~cong Distanceblock ~~~~ ~ 

finish her ~ ~~ statement. ~~~~ ~ They ~ interrupt ~ her and ~~ ~~~~~ ~ 8/14/02 
say ringing.. . . She is trying to tell the CAS 

want to leave a message. 

~~ ~ ~~ ~ 

~~~~~~~~~ ~~~~~~ ~ ~ ~~~~~ ~ ~~~~~~~ ~~ ~~ 

~~~ ~~ ~ 

not sure ~ what ~~~~~~~ happened Manager ~ ~~~~~ reviewed - ~ 

~~ 

~ 
~ ~~~~~~~~ ~~ ~ ~~ ~ ~~~~~~~~ ~~ ~~~~~~~ ~ ~~~~~~ ~ ~~ ~ 

~ ~~~~ ~~~~~~ ~ ~~~~ ~~~~ ~ ~ ~~~~~~~ ~ ~~~~~ ~~~~~ ~ ~ 

811 1/02 
on ~~ the ~~ line, 

~~~~ and said there shouldn't ~~~~~~ be. The ~~~~~~ CA dialed ~~ ~~~ ~ ~ ~~~ ~ 

the number ~~~~~ and reached a security department, 

~ ~ ~ ~ _ _ _ _ _ ~ ~  

~~ ~~~~~~~ ~ 

~ 
~~~~~~~~ ~~ ~~ 

~~ 

who made ~ ~ ~~~ it soundike the CA said they 
would have to make ~~~~~ a 3way call ~ ~~~~~ between ~ 

the customer, ATLT. and Southwestern Bell in 
order to resolve the problem. The customer ~ ~~ 

wanted a manager ~ ~~~ to call ~ him as soon ~~~~~ as ~ 

possible 

8/12/02~ 
~~~~~~ 

~ ~~~~~ ~~~~ ~ ~ ~ ~ ~~~~~~~ ~ ~ ~ 

~~ ~ ~ -~ ~~ ~~~ ~~ ~~~ ~ ~ ~~ ~ ~~~ ~ ~ 

~ ~~~~~~ ~ ~ ~~ ~~~~ ~~~~~ ~~ ~ ~~~~~ ~~~~~ ~~ 

6 8/30/02 The customer ~~~ was ~ unhappy ~~ when ~~~~~ the CA ~ 8/30/02 The ~ ~ supervisor ~~ apologized to her forthe probigm 
~ ~~ 

asked if she wanted to leave a message 
on~the answering ~~ ~ ~~ ~ machine when ~~ ~~ she had 

~~ leave if the answering ~~~ ~~~ machine came ~ ~~ on. ~ 

and the customer ~~ ~~ ~ thanked the supervisor for ~ ~~~ 

~ ~~ ~ ~~~~~~~ taking the time to listen, ~ ~~ ~~~ then ~ ~~~ disconnected. ~ 

~~~ ~~~ ~~~ ~ ~~~ ~~~ a lreadaiven the CA ~~~~~~ the information ~ to ~~~~ 

8/30/02 Manager spoke to the CA and coached her to be 
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TRS COMPLAINT LOG 
Prepared by SBC Arkansas Relay Senice 

Reportmg Period 
June 1, 2002 -May 31 2003 

No. Dateof 
~~ ~~~~ 

Complaint 
~~~~~ ~ ~ 

Resolution 
~~~ ~ ~~~ - ~~~~~ ~ ~ ~ ~~~ ~- ~ 

Date of 
Resolution 

-~ Nature of Complaint 

~ 

7 8/31/02 
~~ 

8 9/26/02 ~ 

9 1 1 /I 2/02 

~ -~ ~~ 

The c ~ ~ t o m e ~ l l e d  ~~ in ~~~ on the customer ~~~ ~~~ 

~~ service ~ line ~ and started ~~~~ by saying ~~~~~~ that ~ ~~~ he 

up from a call in which he felt the ~~~ CA did 
not handle -~ the ~~~ SI prop= ~~ He had given -~ 

~~ another number to c%and therewas ~ ~  no--^ - 

minutes he said"hello. are you there" Q ~~~ 

~~ andthe ~~ CA STd "yesya" and F e n  I ~~ 

thought someone answered o n  the IineTso 
~l talkedfor nothing ~~~~~ ~~ because the C A s a i d ~ - ~ - ~  
it wasbusy signal". The ~ ~~~ customer said ~~ 

he toldthe operator that she shouid~say ~ ~~ 

~~ ringyrg or busy signalat first place and ~ ~~ 

she said"yes. ~~~ ~~ ga.7 ~~~ 

~~ her to try a g z t h a t  itwas emergency. 

then ~~ hungup ~~ on him: ~~ ~ 

~~ 

had never called before and that our service ~ ~~~~ 

has ~~~~~ been ~~~~~ very good. However, he ~ just ~~~ hung 
~~ ~~~~~ ~~ 

~ 

~~ 

~~ 

~- ~ 

the CA a number to call for the gas 
xompany ,~ and finished that call and gave 

responsefrom theCA. After a few 

~~ ~~~~ ~~ 

~~ 

~~ 

~ ~~ 

~~ ~ 

The customer said~he ~~ had ~~ the ~~ CA make a 
~ call f&-him ~~ and-it was busy and he toid 

~~ The customer saxthe CAtried twiceand ~~~~ 

~ ~~~ 

~ ~~ ~ 
~~~~ ~~ ~ ~ ~~~~ 

,The supervisor thanked ~~ ~ the customer for~calling ~~ 

~~~ 

and advising us and said we would discuss 
with the CA and clear up any confusion. T h e  
customer said "yes, please and many thanks," 

' Managerspoke ~~~~~ ~ to~the ~~ CA. She ~~~~~ could notrecall- ~ 

any problem - on subsequent calls with the 
customer. She was not sure if he was having 

~~ ~~ ~~~ ~~~~~ 

~~~~~~ ~~ ~ ~~~~~~~ ~- ~ ~~ 

~~~ - ~~ 
~~ ~~ ~ ~~~ 

~~ ~ 

~~~~~ ~ ~ ~ ~ ~~~~ 

~~ ~- ~~~ 
~~ ~ ~ 

s o m e  ~~ equipment problems or ~~ ~~~ exactly what ~~ ~ ~~ had ~ ~ 

,happened. Manzer  coached ~ the CA ~~~~~ to be sure ~~~ 

~ going on during ~~~~~~ the call. ~- 
to-keep all customers well informed of what 

~~ ~~ 
~ ~~ ~~~~~~~ ~~ 

~~ 

The supervisor apologized for the problem and 
assurebthe customer that we would talk ~ with- ~~ 

the CA. The supervisor asked the customer if 
~~ he would ~~~ like tomake ~~~ another~call ~~~~ and he~did. ~~~~ 

~ ~ 

~~ 

Manager ~~ spoke with the~CA, but she ~~~~~~~ could ~ ~ not ~~ 

recall any problems with customers ~~ ~~~~~ ~ like this. 

CA. 

~ The-supervisorapologized ~~~ ~~~~ ~~~~ for the problem and 

~~~~~~ 

~~~~ Manager reviewed-emergency ~ ~~. ~ ~~~ call policy ~~~ withthe- ~~~ 

~~ ~~ 
~~ 

~ 

~~ 

3 o f l O  



TRS COMPLAINT LOG 
Prepared by SBC Arkansas Relay Service 

Reporting Period 
June 1. 2002. May 31 2003 

-~ 
~~~~~ ~~ ~ ~~~~~ ~ ~ ~~~ 

10 12/6/02 The customer called ~ ~~ in on the customer 
sewice lineto ~~~ ask questions about ~~~~~ how long 

with Global Crossing to handle her Long 
Distance calls, ~ ~~~~~ but she keeps getting ~ ~~~~ billed 
by Southwestern Bell. She called their 
business o&e. ~ and ~~~ they told ~~~ h ezo  ~ call ~ ~~ ARS- 

‘distance ~~~~~ billing works. ~ ~~~ -She has ~~ signed up ~ ~~~~ 

~~~ ~ ~ -~ ~~ ~~ ~- 
~~~~ ~ ~~~~~~~~~ 

~ ~~~~ ~~ ~~~~ ~ ~~ ~ ~ ~~ 
~ ~~ ~~~~~~ ~ ~~ ~ ~~ 

~ 1 1  12/9/02 A vco customer wantedto file ~~~~~~ ~ ~~ 12\9/02 ~~~~~~ The supervisor ~~~~ apologized ~~~~~~ to the customer and 
a complaint against a CA stating that the 
CA hung~up on him 6 or 7 timesSaturday ~~~ ~ 

night. When he-called back in and got a 
~~ different CA he had~no ~~ ~ problemwith ~~~ ~ the call. 

thanked him for taking time to call. ~~~ She advised him 
~~~~ that the~manager ~~~~~ would be told when she came in. 
The customer said to rnake~sure something ~~ is 
doneabout ~~~~ this ~~ CA because this is his only way 
to communicate personally ~~ and professionally. ~ 

He was assured a manager would take carezf this. 

~ ~~ ~~ ~~~ ~~ 

~~ ~ 
~~~ ~~~ ~~ 

~~~~~~~~~~ ~~~ ~ . ~~ ~~ ~~~~~ ~~ ~ ~ ~~~ ~ 

~~ ~~ ~ 
~~~~~ ~ ~~~~ ~ ~ ~~ ~ ~~~~ ~ ~~ ~~~~ 
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TRS COMPLAINT LOG 
Prepared by SBC Arkansas Relay Service 

Reporting Period 
June 1, 2002 - May 31 2003 

~ ~~~~ ~~ ~ ~~~~~~ 

~~ ~~~~~ ~ ~~ ~ 1/25/03 The customer called back and said ATBT would 
~~~~ ~~ ~ ~ ~~ ~~~~~ be fixing~i. that it had nothing ~~~~~~~ to do with ~ the relay. 

The supervisorthanked ~ ~~~~~ ~ ~~~~ him for calling backand ~ 

~ ~~ ~ letting us know and advised him that i f~hechose a 

said his company would only authorize ATkT. &~ 
would have to wait until ATBT fixed the problem. 

The supervisor apologized for the problems she 
had on the call and asked if she wantedto have 
the CA make the call for her now. She sad it 

~~ wasn't her problem, but the CAS. ~~ ~~ and she wanted~~ 
the complaint typed up. She asked that the 
supervisor make the call for her, but the supervisor 

~~~~ 

~~~ ~ ~ 

~~ ~ ~~~ ~ ~ ~~~~~~~ different ~~~ carrierhis _ _ ~  calls wouldgothrough buthe ~~ 

~~ 
~ ~~ ~~ ~~~ 

~~ 
~ ~~ ~~ ~ ~~~~~~~ ~~ ~~~~~~ ~ ~~~~ ~~ 

~~~ ~ ~~~ ~ ~~~~~~ ~ ~~ ~~~~ ~ ~~ ~~ ~~~ ~~~~ ~ ~~~~ ~ ~ ~~~- ~~~~~~~ 

~~~ 
~~~~~ ~~ ~ ~~~ - ___~  ~ ~ ~ ~~~~~ 

211 1/03 
~~ ~~ 

~ ~ _ _ ~  14 2/11/03 The~customer wanted to talk to a  supervisor^^ ~~~~ ~ ~ ~ ~~ ~~~~~~~ 

. ~ ~~ ~ ~ ~~~ ~ ~~~ ~~~~~~~~ 

The customer said shehad asked the CA  to^ 
dial a number for~her and ~~~~ the CA was rude 
and told her she didn't understand her. She 
was also angry thaithe CA said shehad done 
the same thing in a call earlier. 

~ 

~~~~~~~~ ~ ~~~ ~~ ~~ ~ ~~~~ ~ ~ ~~ ~~~~~~~ ~ ~~ ~~ ~~~~~~ ~~~~ 

~~ ~ ~ 
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TRS COMPLAINT LOG 
Prepared by SBC Arkansas Relay Service 

Reporting Period 
June 1,  2002. May 31 2003 

Distance company cannot be granted. ~ ~ ~ ~~~~ The ~ supei 
visor tried to explain to ~ ~ the ~~~~~~~ customer ~ what ~  had^ ~~~ 

~ happened. ~~~ He ~~ said ~~~~~~ he would give the supervisor 
money or objects like a DVD player if he would ~~ 

~~~~~~ place the ~ ~~~~~ call anyway we could. Supervisor ~ t r ied ~~ 

one more time ~~~~~~ and got ~ the same recording. 
The customer then disconnected. 

~~~~~~~ 

~ ~~~~~ 

~~~~~ ~~~~~~~~~ 
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~ ~~ ~ 

Nature of Complaint - ~ ~ _ _ _ _ _ _ ~ ~ ~ ~ ~  ~~ 

No. Date of I 
~ Complaint I 
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~~~~ ~~~ 

Resolution 
~ 

Date of 
~~ 

Resolution I 



TRS COMPLAINT LOG 
Prepared by SBC Akansas Relay Service 

Reporting Period 
June 1.2002. May 31 2003 

~~ ~~~~ ~ ~~ ~ ~ ~~~~~ ~~ 
~~ ~~~~~ 

19 3/15/03 The customer called in wanting to file a ~ , ~~~~~ 3/15/03 The supervisor apologized ~~ forthe ~~~~ p rob lemaid ~~ 

~ ~ ~~~ ~~~~~ 

advised him thisiould be typed up and given- 
' to a manager on ~~~~ Monday. He seemed fine ~~ with 
this information and hung up okay. 

~~ ~- ~~ ~ ~ ~~~~ complaint. ~ ~ He had just received a call from ~ ~~ ~ 

ARS and was having a hard time hearing or 
~ ~~~ ~~~ 

~ ~~~~ 

understanding. He stated ~~ his cordless ~~ ~~~ ~~ ~~~~~~ ~ ~ ~~~~~ ~~ ~ 

~~~~~~~~~~~ 

4/4/03 Manager investigation inconclusive. ~~~~~ Spoke ~ ~ to ~ a CA 
who handled another a f o r  the same situation. but 
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TRS COMPLAINT LOG 
Prepared by SBC Arkansas Relay Service 

Reporting Period 
June 1 ,  2002 - May 31 2003 

~ ~~ ~~~ 

,the supervisor to look at the screen because they 
typed "u sound rude". The TTY customer called 
in a n d o c a l l  on MCI card, but had typed- 
almost all 30digitstogether(nospaces between). 
The CA typed "I have the 800 MCI #, but have ~ no ~ 

,idea which of the # u gave were the clg card or # to 
call please be specific thx" TTY typed "Smi le lam 
getting other line cuz u sound rude smile byesksk'- 

Manager spoke to CA. She said she had-called-~~ 
the supervisor to help figure it out, but by thatcme 
:the customer had hung up. Coached CA o n  
possibleother responses that would not seem rude. 

~~~ ~ 
~ ~ ~ ~ ~ ~ _ _ _ _ _ ~ - ~ ~ ~  ~ ~~ 

~ ~ ~ ~ ~ _ _ _ ~  ~ ~~ - ~ -  

~~~ ~~ ~~ 
~ ~~ 

~ ~~~ ~ ~ ~ ~~~~~~~~~~~~ 

~~~ ~~ 

~~ 
~ .~ ~ ~~~ 

-. ~~~~~~ 

~~~~ ~ ~~~~ ~~~~ 

- ___ _____-~ ~~~ 

~~~ 
~~ ~ 

~~ 
~ ~ ~ 

~ ~~ ~ ~ ~ ~ ~ - _ _ _ _ ~  -~ ~ 

~~~~~ ~~ 
~ ~~~~~ ~~ ~~ ~ 

~~ 
~~~~~~ ~ -~ 

The supervisor apologized for the problem and 
explained that our computer showed the number she 

~ ~ ~~~~~~ ~~ 

~- ~ ~~~~~ ~ 

was calling from was a 479 area code and she 
was calling to a 501 areacode and that made it 
long distance. The customer said she wascalling 
from a 501 area code. The supervisor said we 
would write up a credit ticket so she would- not- 
be billed for the call and also a trouble ticket 
in hopes the problem ~ ~ ~ would ~ ~ be fixedsoon. 
The customer said thanks for the help, and hung up. 

~~~~~ ~~~~~~~~ - 

~ ~ ~ ~ 

~~~ ~ ~~ ~ ~ ~~~~~~~~~~~~~ ~ 

~~~ ~~ 

~~ ~ ~~~~ ~~~ 

~~ ~ 

~~ ~ ~ ~~ 

~ 

The supervisor apologized to both calling parties, 
and explained to the daughter that one cell phone 
was set up on a profile to answer voice, bG~the 
2nd cell phone was ~ not. ~ ~ ~ - _ _ _ _ _ ~ ~ ~ ~ ~  The supervisor ~~~ ~~ said-he ~ ~  did^ 
not know why the lines were answering fine on t h e  
800 number but not via 71 1. Suggested to  the-^ 
customer to check with her cell phone company 

~ -~ ~~ ~~ 

~~~~~ 
~~~~~~~~~~~~~~~ ~ ~ 

~~ ~~ ~~ ~ - ~ ~ ~ ~ ~ _ _ _ _ ~ ~ ~  

~~~~ ~ 

~~~~~ 

~~~~ ~~~~ 
~ ~ ~~~~~ ~ -~ ~ ~ 

~~ 
~~ ~~~~ ~~ ~ 

minutes later the daughter called in and 
~ ~~~~~ said~that whenever she ~~ has called in today 

with either of her 2 cell phones she gets 

~~~~ ~ ~ ~ ~~ ~ 

~ ~ ~ ~~~~~ ~~ ~ ~~ ~ 

to be sure their equipment was set up correctly 
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